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TO THE EDUCATIONAL RESOURCES 
INFORMATION CENTER (ERIC)." 



Whenever people and information come together there is a potential for 
communication bottlenecks; and some of the worst possible communication 
bottlenecks seem to occur in education — perhaps because there is so much 
information to distribute to so many people! 

Two examples of communications "snafus" will be forever etched in my 
memory. Both occurred at the Department of Education in the state where I 
resided before coming to California. 

The first example involved the process for obtaining approval for a school 
system's Basic Skills Improvement Plan. Essentially the procedure was that 
each Local Educational Agency (LEA) received guidelines from the State 
Educational Agency (SEA). The LEA then submitted a plan, which was read 
by members of the State Basic Skills Advisory Committee, amended (if 
necessary) by the LEA, and finally approved by the SEA. While this may 
sound straightforward, what actually occunred was as follows: 
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Step i; 
Step 2: 
Step 3: 
Step 4: 



Step 5: 
Step 6: 
Step 7: 

Step 8: 

Step 9: 



The SEA sent guidelines to the LEA. 
; The LEA sent a plan to the SEA. 

The SEA sent the plan to the Basic Skills Advisory Committee 
The Advisory Committee sent the plan back to the s SEAvSh 
suggestions. m 
The SEA sent the plan and suggestions to the LEA 
i he LEA sent the amended plan to the SEA. 

ComSttef" 1 ±Q amended pIan t0 the Basic Skills Advisory 

to me SEA.^ Committee Sent ^ ***** ™ d proved plan b 
The SEA notified the LEA of plan approval. 



This procedure became increasingly complex if the plan needed more thaA 
one round of revision, or the LEA did not get all the necessary siZS 
the advisory committee reader took the plan away with hin^r TSjS 

S; J^,^^^ 0 ^ Shie all coSSS? 
done by mail, the average approval process took three to six months 
imagine repeating this process for more than 350 LEAs! 

fotX^I'f kHIS Pl T aPpr ° Val pr0CCSS COuld not com P^ with the 
schod Sbr^an ^ Pg ' W ° ma " Wh ° " eeded ac ™«™™ « a 

^7/^ u WOma "' W , h ° WaS aIread y a certified tea cher in another state, ■) 
completed her master's degree in library science and sent a request 
for information to the Teacher Certification Bureau 



Li July she received a letter from the Teacher Certification Bureau 
flat included the requirements for the certification she was seeking, 
bhe immediately sent in the necessary paperwork. 

In August she was offered a school librarian position, contingent upo| 
receiving state certification. She tried telephoning the Teacher " ' d 
Certification Bureau, but was greeted by a recorded announcement y 
explaining that the bureau was not able to accept phone calls because^ 
of the volume and that all communications should be by mail In " 
desperation, she sent off a telegram requesting immediate action on 
tier certification request. 
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In September she received a temporary certification (supposedly good 
for six months) and an appointment for an interview in October. While 
driving to her appointment in October, she was delayed by a major 
traffic jam and anived at the Teacher Certification Bureau five 
minutes after the offices had closed for the day. She tried to telephone 
the next morning to explain why she had missed her appointment, but 
she once again encountered the recorded message. She sent a 
telegram. 

In November she received a letter with a new appointment date in late 
January. In January she finally had a face-to-face meeting and was 
informed that one of her undergraduate courses in education might not 
be appropriate for meeting certification requirements. She agreed to 
supply additional information about the course in question. 

In Februaiy she sent in the required information to the Teacher 
Certification Bureau by registered letter. 

In March she received notification from the Teacher Certification 
Bureau that the requirements for certification as a school librarian 
were being amended and that only those having valid certification by 
the following September would be grandfathered. She answered this 
with a postcard reminding the bureau that she was still awaiting her 
certification approval. 

On the last day of April she received a devastating letter from the 
Teacher Certification Bureau that her paperwork had been lost. She 
was instructed to supply new copies of the information as soon as 
possible. Feeling pleased that she had made xerox copies of everything 
she had submitted, she promptly sent in the copies. 

In June she was informed that xerox copies were not acceptable, and 
that she would need signed originals of the transcripts from her 
undergraduate and graduate education. Fortunately she was able to 
obtain this paperwork quickly (the schools were within driving 
distance) and the new paperwork was submitted before the end of 
July. In the same letter, she requested an appointment to expedite 
receipt of her certification. 
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In early August she received a letter indicating an appointment a \ 
a e August At this appointment she was told by a 3fi££$ 
that more information would be needed about one of herZ? 
courses before certification would be granted. 8 ™ at * 

The woman finally received her certification in November-^ 
months after the deadline for being grandfathered under S7eS 
cemficadon requirements. Not only had it taken 18 months £L 
cemficadon, but she now had 34 months to take two course , and! 
reapply for certification under the new program! * 

Sinnn if" 1 ,° a ? e J° AppIe ' 1 1 had ief t this sort of commum " 

cation problem behind me. While nothing can ever compare tothT 
information "flow" of the State Department of fiSSc?? ££« that 
=^ St "« — - ha'veSS ^ 

rhaf neeTrnhpT P™^™ V r0m0tions > policies, nroducts, and pricing ' { 
that need to be communicated on a regular basis to held salespeople " 

StX ° f L* ,s . ,nf 7? atl0n ^ communicated via telephone, U.S. 
postal Service, or Federal Express. This led to critical delays and 
miscommumcation. y 

^ , s^ ppl ^PT I ;^^. AppIe and the Generai 6iectrfc infomation 

Services Company (GEISCO) signed an agreement to develop the 
trhltfc co ™«ions astern. The system was designed to provide , 
oersonnel 3?. n * informatio " "> Apple's dealers and fieldsal^ 

SStS, 5 - peop e t0 be up 311(1 runnin s on the sy*™*m 

™nutes with little or no additional training! 'P 

e L nd e ofrn h a t f*" 8 ° f "l* AppIeLink Went int0 a P iIot P^am. Before thl 
tionf Nnf^^\ We kneW that 0Ur SyStem had *"P**ed our expecta- * 
ewSn^t ? 1 6 SyStem improve technical s «PPort, tat the 'I 

o f S . C ??P° ncnt ^mpletely revolutionized the way we conduct^ 
Ze ZT*J P^dfound that being freed from the constraints of 

dlfferenCeS and ;telephone tag" increased communications 
home office personnel and made them far more productive The 
psychological effect of knowing that the home office was only a link away 
was a powerful motivator for both Apple employees and dealers 
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At present approximately 10,000 people are using Applelink's electronic 
mail, bulletin boards, and data base. The real beauty of the system is that it is 
extremely powerful but unbelievably simple to use. 

The following pages show how AppleLink looks to the user. The first screen 
shows the AppleLink desktop, which contains mail, bulletin boaids, and 
libraries (see Figure 1). Notice that the Mail In Basket has an arrow, 
indicating that there are messages waiting to be read. 
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To read the mail in the box, the user points to the In Basket with thecuJS 
and clicks twice on the mouse button. The screen shows a list of incSf 
mail. The user points to the message he or she wants to read and S?* 
on the mouse button. The message appears, as illustrated in Figure 2 



Figure 2 



Dear Reader: 

leltnil Wh0t maM '° 0ks ,ik * on the fiPP'«Link sys em. 
messages, you can save them for printing. 



11-05-87 



After you have read your 



ERIC 



If an Alert icon appears in the list of mail, this indicates that AppleLink 
contains an important, time-sensitive message. To read the Alert message, 
the user points to the icon and clicks twice on the mouse button. 



s 
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Bulletin boards, such as Headlines & Guide (Figure 3), may contain 
different types of information. Headlines & Guide includes documents 
(Figure 4) and foliers containing related documents (Figure 5). As you 
would expect, information is read by pointing the cursor to the icon of the 
document or folder you wish to open and then double-clicking. 



£ File Edit Mai! Network User Guide 




Apple & 3rd Party Prod 6 Apple Proyams 



3rd Party Program* 6 Technioal Info 



6 Tech Support 



Ik Product Prior; 



rtHotLH'* 



Ml 



Tvich Archive 



£3 

In Basket 



Out Basket 




S 
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Figure 4 




Q Stpong^Sales qnd Earnings Gains: See. Press Releases 



CD AppleLink Information Procedures 
D Guide to AppleLink 
CD Press Releases 
CJ AppleLink HeipLine 
CD Dealer Bui let in/Tioel ine 




Figure 5 
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6 File Edit Moil Network User Guide 



6 Headlines & Guide 



D Added to AppleLink 9/17-10/13: See Guide to AppleLink 
D Strong Sales and Earnings Gains: See Press Releases 
CD AppleLink Information Procedures 



&Guide to Applelink' 



CD Press Releases 

CD AppleLink HeipLine 

CD Dealer Bui let In/Time! ine 
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10-16 
10-H 

09- 01 

10- 15 
08-03 
10-12 



5 




if 
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One of the most important features of AppleLink is access to Apple's 
technical and marketing data base, which is done through the libraries. In 
the examples that follow, the user is seeking information on communi- 
cations software for the Macintosh. First the user clicks twice on a library 
icon — in this example, Apple & 3rd Party Products (Figure 6). 



[ £ File Edit Mail Network User Guide } 
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The use is then instructed to enter words for a search (Figure 7). Since 
data base is able to search every word in every document, the user does 
have to remember special titles or descriptors. 



Figure 7 



f * File Edit Mail Network User Guide 



Type the word or words you wish to search for. Use "and", "or", 
or "not" to seporote seorch words. Then click "Seorch Llbrory". 




( Librory Contents" 
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In our example, the user types the word Macintosh. The search is conducted, 
and the screen shows that the name Macintosh is included in 2360 
documents. The user is instructed to qualify the search further (Figure 8). 



* File Edit Mall Network User Guide 



Rpple & 3rd Party Prod 



Type the luord or words you tuish to search for. Use M and M f M or M f 
or M not M to separate search words. Then click "Search Library". 



Macintosh 



2360 documents found. 

Too many documents to display. Please type more words. 
[( Search Library ^] ^ 



BUpituj Sele< Hons ~] 



c 



Library Help 



[ Library Contents ] 



] 



Figures 9 and 10 illustrate how easily options are narrowed in locating 
information. First the user limits the search to "Macintosh and Modem," and 
then to 'Macintosh and Modem and Software." 



1 O 
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Figure 9 




Figure 10 



ERIC 



6 File Edit Mail Network User Guide 



Apple E 3rd Party Prod 



Type the word or words you wish to search for. Use M and H f "or", 
or "not" to separate search words. Then click "Search Library". 



25 documents found. 

Click "Display Selections" or type more words. 
[( Search Library j) 



[ Display Selections" 



[ Library Contents J 
[ Library Help ~] 
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Once a reasonable number of documents is offered, the user points to 
"Display Selections" and double-clicks to see a listing of the titles 
(Figure 1 1). The selection process is repeated to open the selected document 
(Figure 12). 



& Fife Edit Mail Network User Guide 



Macintosh and Modem and Software 




D Desktop Express 



D RppleFax Modem 
D HyperCard 
D riflCCHHRLIE PLUS U/ TUO DRIUE 
D riHCCHARLIE PLUS U/ ONE DRIUE 
D riflCCHRRLIE U/ TUO DRIUE 
D riflCCHRRLIE U/ ONE DRIUE 
QUICK LINK 
Apple IIGS 

Apple Personal tlodem 
riacintosh XL 
riacTerralnal 

Apple Cluster Controller 
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Figure 12 



File 



Mail Netmork User Guide 



vM. y uiner card by the use of 
buttons than just linking lnf£ B a? °n BuU^r*' 0 ^ But thsr «" £ to 

£££ ffi^c^^S! ~" «J— - ' ' the U , ike Si 

hat Is Included »lth HyUrlard S use* ' "inSI n'T =^""3 l^uoj. 
to a commercial Infornatlon data base for LllZt ?? Can euan «»• Mrtktd*^H 

The number of stacks and cards per is mZiiE' " Ud d ° ta Q "°' '*M I ty^pH 

file server storage capacity. limited only by available disk i£*f 



The foliating features cone standard with HyperCard: 
~ o"n D rn?? n r c Q Q b k r nat f ° r Q " Qdd -« '»«. ^tebook. 



"To Do" lists, calendars, 



"J^Z^ZZ^ ° r Q " U teiephone. 




^y^lTlZ "f y 1,35 h c elped A PP ,e en, P' 0 ^ «l dealers 

I often think about how much AppleLink eould do for education. 

L^BaSS™!^" 0 " 1 memioned ear!ier "a° only had Apolelhll 
one.,hW &C "lET*? C0Uldhave bee " accomplished in a, leastf 
teacher certified „ ™ ? deCtr ° ni<: transfer of documents. And if W 

leaT how ,L ^ V,S01 ?' Council ^ other forams, we hope to 3J 

irof h eCsit ca,,on " be made most efflci;m ih ™ gh 



^1 



IP 
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